Core Managers: Managing
Service Request Workflow &
Billing

Questions? Contact VUMCcores@vumc.org




Service Requests

Cores utilizing the iLab Service Project Workflow functionality should reference this guide on full system behavior and
procedures.

Requesting Services

Customers should submit a request for service by open the core’s iLab site and navigating to the Request Services Tab.
1. Onthe Request Services page, there will be a list of available services.

a. Click on the Request button to the right of the service you would like to request.

Select the user by entering the name of the person for which you wish to make the request and click the
Proceed button.

a. Note: Make sure you are searching within “this institution” or “all”
not yet used the core.
3. Complete the submission form. All required fields marked by a red star.
4. In the payment information section, select the billing number from the drop-down menu.
a. If you do not know the payment number, do not select a billing number from the drop-down menu. The
core user will be able to update the request with the correct billing information.
b. Split Charge: The cost-of-service requests can be allocated across billing numbers.
i. To allocate across multiple billing number, click split charge.
ii. Select the additional billing number from the drop-down menu.
iii. Enter the % allocations to split the cost across the billing numbers.

if you are looking for a user that has

c. Billing number Notes: Lab members will need to be granted access to billing numbers by the Pl and/or the

Lab Manager.

5. Submit the request. Once the request is submitted, the View All Requests tab will open to display the new
request.

Cores may wish to submit a request on behalf of the customer:

1. When initiating the request, select the user by entering the customer’s name and click the Proceed button.
a. Note: Make sure you are searching within “this institution” or “all”
not yet used the core.

2. Complete form and select the payment information.
3. You may wish to route the request to the researcher for approval.
a. If so, click the submit request to researcher button at the bottom of the page to submit the request.
i. Once the request is submitted, the View All Requests tab will open to display the new request.
ii. The status of the request will typically be Waiting for Researcher Approval indicating that the
request owner needs to review the request to approve the proposed work and projected cost.

If you wish to skip the approval process, check the Skip approval? option. Then click, submit request to
researcher button to submit.

if you are looking for a user that has

i. Once the request is submitted, the View All Requests tab will open to display the new request.
ii. The status of the request will typically be Waiting for Core to Begin.
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Processing Service Requests

The core can view all new and active services requests on the View all Requests tab. The core should check this section

iLab to approve and process any new service requests.

To review new requests:

1. All new service requests will be in the Waiting for Core to Agree status.

2. Click the blue arrow to expand the service request.
3. The details of the request are displayed. The following areas may be updated.

communications (3)

+ core facilities
my cores
view requests

£ home Nutrition and Food Science

view funds About our core | Scheduling || Request Services | | View All Requests | Reservations | | People | Reporting | Billing | Charge Entry | Administration

list all cores

invoices
il reporting

& manage groups

| Daily Billing || Message Customers” Reload Active Requests]

Yactive requests

my labs
my cores date for

Children's Hospital of .
Madimbo vy JanO7 Maxxine Appel
hi

{Jan 07 2018}
University of North an 00 A
Beauty
people search

Purchasze Orders +  Overview

* Payment Information
. ¥ Forms and Request Details

7] View Form: Nutrition Request Form

Comments

» Service Request History

. » Billing Information

service id
NFS-MA-1590

© status cost
Waiting for Core to Agree 50.00 {d b
(50.00) . vide
v Agree | | @ Disagree
{see bottom !1 to add items to this request) :=

©[Visile v |[Completed v |&E10 X

© add service add charge add form add milestone change order  add event
& Build a quote, or add components to a new or running request using the 'add' links above.

| Generate PDF quote
. aod comment  Attachments & URLs . ad uri

. » Shipping Information edit

a. Item 1: Action icons. These buttons allow you to update payment information (dollar sign icon), add a

comment (text box icon), or print or cancel the request (pencil icon).

Item 4: Add an attachment or url.

Item 6: Edit Shipping Information.
Item 7: Edit Billing Information.

Sm 0 a0 o

Item 5: Add a note to the history section.

Item 9: Add/delete a form and view request details.

R I

Item 2: Edit Overview information, such as Project Description, Status, and Projected Cost.
Item 3: Update payment information (functions same as the dollar sign icon).

Item 8: Add a comment. An email will be sent to notify designees copying the comment.




To agree to request and provide a customer quote:
1. Review the form responses and Lock & Save Form.
a. Thisis highly recommended — If the core does not lock the form, the customer may make changes and
the core will not be notified.
2. Click add service to add services from the core’s service list to build the quote and calculate the project’s
projected cost.

ABOUT OUR CORE | SCHEDULE EQUIPMENT = REQUEST SERVICES | VIEW ALL REQUESTS | RESERVATIONS

Message Customers || Reload Active Requesm]

Yactive requests

late for sernvice id W status cost

09 2015 Desmond Fritch PC-DF-354 Waiting for Core to Agree $0.00
Eritch, Desmond (UONB) Lab Click here to request services ($100.00)

v) Agres & Disagree

¥ Forms and Request Details see bottom of list 1o add tems to this request) ;=
1 view Form Sample Submission Form L") Visible v | Completed ¥ SEOX
| Consultation description: click to edit  note: click to edit NotStarted v | & S XK
|= sample Received description’ clicktoedit  note: click to edit NotStarted v |© . '8 X
% Digestion description: click foedit  note: click to edit NotStarted v |8 78 X
| Data Analysis description: click toedit  note: click to edit Not Started v | & -
> Dec09  Gel Stain- Price/Gel. Please indicate number of gels. Custity Unit price:  Tota! Billing Status Work Status & X
0Z46PM  Ges 0.0 | $60.00 $0.00 NotReady ™ v Proposed v
» Dec09  (charge) stain Quartity Unit price: Total Biling Status Work Status S X
0247 FPM  Miicroscopy 1.0 $100.00 $10000 | NotReady v Froposed v

& Build a quote, or add components 103 TRIWOr running request using the ‘add links above.
/- Generate PDF quote

Comments add comment  Attachments & URLs 3dd attachment add urt
» Service Request History add to history
»  Billing Information it »  Shipping Information edit

3. If there are multiple services available, you may choose to scroll down the list to locate the service of interest.
Alternatively, you may start typing the service name in the search field to view a restrict set of services.
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=i =]
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@ so0.00
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4. Enter the unit quantity and then click the green plus button to add the service.
a. The service line item is added.

ABOUT OURCORE SCHEDULE EQUIPMENT = REQUEST SERVICES I VIEW ALL REQUESTS | RESERVATIONS
- date for senice id W status cost
» Dec 092015 Desmond Fritch PC-DF-354 ‘Waiting for Core to Agree §0.00 G
(Dec 0B 2015) FEritch, Desmond (UONB) Lab Click here to request services ($160.00) W
»)Agree | (@ Disagree I
> Overview i
» Payment Information update payment mformation
¥ Forms and Request Details {see bottom of lst to add fems 1o this request) =
E7 View Form:  Sample Submission Form | visible v|[Completed v |10 X
I Consultation description: click fo edit  note: click fo adit NotStared v | @ o 8 X
I sample Received description: clicktoedit  note: click to edit NotStarted v |© o8 X
I Digestion description: click toedit  note: click to edit red v | @8 X
1% Data Analysis description: clicktoedit  note: click to edit NotStarted v |& o 8 X
» Dec 09  Gel Stain - Price/Gel. Please indicate number of gels. Quantity: Unit price: Tots: Billing Status: Work Status: X
el e 0.0 §60.00 50.00 NotReady " v Proposed v
* Dec 09  (charge) stain Quantity: Unit price: Total Billing Status: Work Status: &x
0247 PM  Microscopy 1.0 $100.00 $100.00 MNotReady ™ v Proposed v
* Jan 12 Gel Stain - Price/Gel. Please indicate number of gel 3 g Unit price- Tota: Billing Status: Work Status: X
10ITPM  Ges new 0 ] $60.00 $60.00 NotReady v Proposed v
service. @ add service add charge add form add milestone change order
4 Build a quote, or add components toa new of running request using the ‘add links above.
J=|Generate PDF quote
Comments &dd comment Afttachments & URLs add attachment add url
» Service Request History add to history
»  Billing Information Ede » Shipping Information £dn

5. Agree to the service request by clicking the agree button.

ABOUT OUR CORE = SCHEDULE EQUIPMENT = REQUEST SERVICES | | VIEW ALL REQUE STS] RESERVATIONS
v

acuve

4

date for service id @ status cost
p Dec (092015 Desmond Fritch PC-DF-354 Waiting for Core to Agree 50.00 e
(Dee 0% 2018) Fritch, Desmond (UONB) Lab Click here to request services ($260.00}

Agree | | @ Disagree |

» Overview o
» Payment Information update payment infarmaton
¥ Forms and Request Details (see bottom of list 1o add items to this request) ‘E
&1 view Form:  Sample Submission Form | Visible v || Completed ¥ 2E X
I= Consultation description click toedit  note: click to edit ‘NotStarted v | @ '8 X
| sample Received description: click toedit  note: click to edit [NotStarted v |© "8 X
1% Digestion description: click toedit  note: click to edit NotStarted v | @ /8 X
| Data Analysis description click to edit  note: click to edit ‘NotStarted v | "8 X
» Dec09  Gel Stain- Price/Gel. Please indicate number of gels. Uritt price: Totat: Gilling Status: Wk Status: &X
24EPM G % $60.00 $0.00 |NotReady " v | Proposed v
» Dec09  (charge) stain Cuant Und price: Totat Billing Status Weork Status &
0ZATPM  BCTORCORY Ty__‘ $100.00 $10000  |NotReady v | | Proposed v | %
* Jan 12 Gel Stain - Price/Gel. Please indicate number of gels. Quartiy. Unit price: Totet Billing Status: Work Status: &SX
WITPM GE o | seooo $60.00 | NotReady' v | Proposed v
* Jan12  (charge) Stain Qurity: Uit price: Tatst Biling Status: Waork Status: L
Y021 FM  beroeccpy o | s10000 $10000 |NotReady' v | Proposed v -

@ add service add charge add form add milestone change order
& Build a quote, or add components 1o a new of running request using the ‘add links above.
/= Generate POF quote

Comments a0d comment  Aftachments & URLs 2dd attachment add wrl
»  Service Request History i 1p higtory

> Billing Information &t » Shipping Information i




6. Create the quote. Review the project cost, enter in the quote expiration date if applicable and indicate which
items on the request you want included on the PDF quote.
a. Check the box next to include pdf quote.
b. Click on submit to send the PDF quote and link to the request in iLab in an email to the request owner.

v Agres
= actual cost: § 260.00
quote expires on: 1/30/16 B
nclude pdf quote: W <
pdf quote options:
service description: L
Include custom forms table 7l
na tems: L
milestones: Zd
notes:
P
footer:
payment note: PO 12345
SUMIMETY: L]

7. When you click submit on the quote, an email will be generated and sent to the email addresses designated with
a summary of the project and a quote included.

Hello Beverly

You need to provide financial approval for the reguest summarized below. Follow the link below to review request details and give
approval.

If you would like update payment information or specify separate payment information for individual charges, log into iLab and click on
the dollar icon to access checkboxes to the right of each row.

Projected cost: $420.00

Payment information: 123456

Requester: Bruce Ba

Core: For Demaonstration Only - Biclogy Core
Core contact:

Service category: no service cateaorv

Service name: Milestone

Service ID: 2014-08-Crane-445-1241

Request date: 08/15/2014

Click here to "Approve" the request through iLab (and to modify payment options)

(You will be required to login, then be redirected to the request that requires your attention.)
Please feel free to contact support@ilabsolutions.com if you have any problems accessing or approving your request.

Please do nat reply fo this e-mail, but access iLab through the link abave.

8. The new information displays in the request and the request status is now Waiting for Researcher to Agree.
a. IMPORTANT: The request will need to be approved by the customer before the core begins work.
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date for service id 4 slatus cost
v Dec09205  DesmondFritch PC-DF-354 _ §260.00 1P
[Dec 00 2015) Eritch, Desmond (UONB! Lab Click here fo request services ($260.00)
Dhgee | | @Disagree |
1
update paymant information

> Overview
> Payment Information

¥ Forms and Request Details {see bottom of kst to add items 1o this request) =

£ View Form:  Sample Submission Form | Visible v |[Completed v |20 X

| Consultation description’ click toedit  note: click to edit [NotsStarted v |@ o8 X

| sample Received description click toedit  note: click to edit NotStarted v |© o/ X

| Digestion deseription click toedit  note: click to edit [NotStarted v |© '8 X

| Data Analysis description” click to edit  note: click to edit [NotStarted v |© o'd X

» Dec09  Gel Stain - Price/Gel. Please indicate number of gels. Quantty.  Unipoe  Tom Biling Status: Work Status: v
R fa $0%0° 3400 [NeiReady v]  |Proposed ¥ v

» Dac09  (charge)stain Quartty: U price: Tokal: Siling Status Work Status &X
el T it 10 ] $10000  $100.00 [NotReady” v] | Proposed v |

* Jan 12 Gel Stain - Price/Gel. Please indicate number of gels. Quantity: Unit pricec Total: Biling Status: Work Status: X
WATEM  Ges 10 §60.00 $60.00  |NotReady v | | Proposed v | $

» Jan 12 (charge) Stain 3 Unat price: Total: Status: Work Status &
023PM My F’%ML $10000  $100.00 %;‘}m [Proposed v | %

&) add service add charge add form add milestone change order
9 Build a quote, or add components to a new or running request using the ‘add links above.
/= Generate PDF quote

Comments add comment Attachments & URLs add attachment add wri




To indicate that work has started on a request:

1.

If the user and core have agreed to the work, and the Financial Approver has approved the projected cost and
payment, work may begin on the request. The status of the request will be Waiting for Core to Begin.

Awaiting Approval | | Require Payment Info | Processing and Recently Completed | All requests
@ All Service Requests s
» Show Filters
Displaying 10 out of 11 results. (Page 1of 2)
« Previous 1 [2][Next
date for service id ¥ status cost
» Jan05 Desmond Fritch PC-DF-358 Waiting for Core to Begin $0.00 'S
Jan 05 2018 Eritch, Desmond (UONB) Lab Affinity Selection 520000}
*) Begin
» Dec092015  Desmond Fritch PC-DF-354 Waiting for Researcher to Agree $260.00 Fos
Dec 06 2015 Eritch, Desmond (UONB) Lab Click here to request services $260.00
v Agree | | @ Disagree
» Nov 16 2015 Carmela Josiyn CIF-CJ-630 ‘Warting for Core to Agree $0.00 & 'S
Nov 10 2015 Exitch, Desmond (UONB) Lab Software $0.00]
» Nov032015  Desmond Fritch Fritch DF 562 2015 Waiting for Core to Agree $0.00 CHP
e 03 2015 Erilch, Desmond L Training $0.00
» Nov032015 Desmond Fritch Fritch DF 561 2015 Waiting for Core to Agree $0.00 &'
Nov 03 20 Erilch, Desme ONB) Lab Training 50.00)
» Apr072014  Desmond Fritch PC-DFV-206 Completed $4.281.25 [P
Apr 07 201 Eritch, Desmond Lab Click here to request services Data Analysis - finished $4.281.25
Job #1530 - March 2014 charges
completed: Apr 08
» Mar072014  Desmond Fritch PC-DFV-284 Completed $2.055.00 Vo
Mar 07 2014 Etitch, Desmond (UONE) Lab Click here to request s Data Analysis - finished $2,055.00
Job #1527 - Feb
completed: Apr 08
» Feb102014  Desmond Fritch PC-DFV-278 Completed $1,375.00 $5d
Feb 10 2014 Ftilch, Desmond (UONB) Lab Click here to st s Consultation - finished $1,375.00
completed: Feb 25
. . . . . .
Find the appropriate service request on View All Requests. Click the Begin button.
» Dec 02 NFS-MA-1440 Waiting for Core to Begin 50.00 =% g
(Dec02 2015) {50.00)
The process will update to processing.
ik B e

» Dec 02 NFS-MA-1440 $0.00
(Dec 02 2015) {50.00)

) Complete

Once the status is processing, core staff can add services, comments, milestones, attachments, and other items
as they work on the project.
a. For details on advanced features of iLab, please visit http://help.ilabsolutions.com/managing-service-

and-project-requests.



http://help.ilabsolutions.com/managing-service-and-project-requests
http://help.ilabsolutions.com/managing-service-and-project-requests

To mark a request as complete:
1. Once the work has been finished and the core is ready to bill, locate your service request on the View all

Requests tab.

2. Click on the green complete button.

date for senvice id & status

» Jan(05 Desmond Fritch PC-DF-358 Processing
(dan 08 2018 Fritch, Desmond (UONB) Lab Affinity Selection Consultahon -

Status must be processing to
complete.

3. A confirmation message displays, and the status of the request is updated.

PC-DF-358

This service request has been marked as complete. The total cost to be paid by the researcher is $200.00.

Confirmation

Please use the commenting icon on the right of the request row if you wish to communicate additional information about the request. (d) message.

date for service id @ status cost

y Jan0s Desmond Fritch PC-DF-358] Status is
(an 05 2018} Fritch, Desmond (UONB) Lab Amnity Seld =~

complete.

Consultation - started ($200.00)
1 service completed | 2 milestones finished.

completed: Jan 13

4. When a request is marked Complete all service items and milestones that have not been updated will update to
Completed or Finished. Unless otherwise designated on the line item, the completed services will then then be
available for billing.

a. Note, if you wish to leave the service project open, but bill for specific service items. Click Process and
then Complete on the individual service line.

¥ Forms end Request Details L ——

Bl View Form:  Consultation Request . CF.1107587.9 @ Visible v | Completed v |18 X

* Mar30 Item 1 Cuntty Unk e Totat Bilng Siatus Wouh, Sintuss —— SEX
DA14FM Berns 15.0 $1.20 $18.00 Not Ready Te ¥ Financials Ap ¥

» Mar30 Servce 1 Cunntity Unit peice: Total Bang Siatus Work Status: - S 5 X
X Sareonsrs 1.0 $1200 $1200 Net Ready Ti ¥ Processing ¥ Complars =

> Mar30 Service 2 Cuartty Unk price Total Biing Status ek Stats &EX
0314 PM SenicasdTs 30 $24.00 $72.00 Not Ready Ti ¥ Financials Af ¥ Process -

ompleted 50.00 [ AP



Historical Project Review

o All requests with a Completed status will be removed from your active requests list but can be searched for
using filter options at the upper right of the request list table.

e Using the “View All Requests” tab is useful in researching billing disputes or reviewing previously completed
projects.

e Click active requests to display these filter options. | Message Customers | Reload Active Requests)|

Children's Hospital W active requests

o

active requests

all requests
eguipment seheduling
draft requests

infarmatioen gathering

awaiting finaneial appraval

finaneials approved

earcher to Agree | precessing
tarted complated
eanecelled

earcher to Agree | all exeept eancelled

Next Steps

e All charge lines completed via the project workflow process — will display as an option next time the core
generates a billing event.

e Consult the iLab Core Manager User Guide for instructions on billing events, viewing invoices, refunds, and other
system behavior.



Communicating with Customers
Cores can communicate directly with users within iLab. This feature allows all messages to be saved directly on the
service requests and can be viewed at any time by the customer and the core.

1. The core can view and access all active requests on the View All Requests tab.

2. Click on the comment icon to the right of the request to use the communication tool.

o . . . 59,00
. . ( )
a. The email interface window will be displayed 0
Financial managers:
About o core  Schedufing  Request Services | View All Requests | Reservaions People Reporiing  Biling Charge Enfry  Adminisiration 58 O Myrtie - - & Phi 200-0000 ‘4
W x _com> Phone: 999+
Daily Biling | Message Customers|| Reload Aclive Requests | G Angel g Phane: 099-2909
~+ ) Becky Milet<bmilet_23000@test iabx.com> Phone: 009-0000
o it - - 3
Y ocuve requas $1 O Bogan Robin<brobin_28373@test isbx.com> Phone: 099-0009 3
Searching Resuts in this Status (3h ails) (3 O Dewsyne Kan<dkan_23174@test iabx com> Phone: 899-8998
Please use the filler panels in the lefi-hand menu to drill down to requests of ink J can also save filters fo custom tabs! Click here for more details. O Francis Overton<foverion_117610@test iabx.com> Phone: 999-8090
« Hide Filters gz | Leurnos Senerdsanst 118742@iestisbxcom> Phons: 9999909 =
‘| e
Dispiaying 15 out of 910 results. (Page 1 of 61) | (81 pepartment managers:
Frevieus 1 [2](3][4][5][8][71[8][3] . ][ 1] Next
ot sanice id © sl cost B O Rainforest D rainforest_ iabx.com> Phane: J
Zhen Loyd NFS-ZL-1662 Waiing for Researcher a $100.00 2 o b
iy M) Loty T N 10000 e (0 Principal investigators:
@ Disagree
NFS-ZL-1681 Wasting for Researcher Approval $10000 o4 Y Myrtie A .com> Phone: 900-9090
et $1 O Rainforest De rainforest_t ilabic com> Phone: 5
© Disagree (%
Danlod i NFS-21-1660 Wasting for Researcher Aporoval e ¥4 Researcher:
A9 Disagren 2 PznenL i i com> Phone: 900-0008 o
Zhen Loyd NFS-ZL- 1650 Wasting for Researcher Aporoval $0.00 $%4 3 o
Atwood yriie (CHOM) Lab a0t % Core contacts:
@ Disagree 3
B e (CHOM) L2 it o Vealiog G asesrcha pprorl 0 a4 § ke i i com> Phone: 009-0099 .
© Disagree $ ul
NFS-ZL-1657 Wating for Researcher Aporoval $100.00 o4
$100 00 pr Additonal Emei Addresses
@ Disagres 50 |
o . NFS-2L.1656 Wating for Ressarcher Aporoval s %4 ¥l Evai conint =
@ Disagree Message(optional}:
b T L PN S ndieec B 7 U = = Paragraph ~ FomSzes ~ B
+) Submit - ot = o= == % it
NFS-ZL{CI0] Wating 1o Subimit 1o Researchir 0000 $%d ATEZ EES X Q&F& 2 W W@
*) Submit 5
NFS-2L{6D) Wating 1 Submit to Researcher $1000 $%4
+) submit
ork Stal Send me a copy of this emai: &
Compl Send Message

3. Complete the information and click send message.
a. After you click on Send Message, the selected recipients will receive the email. An audit trail of the
email exchange through iLab can be seen under comments on the request.

date for service id @ status cost
ly Dec122015  Lelia Andrus PC-LA-357 Waiting for Researcher to Agree $100.00 $' QS0
{D=c 17 2015) Andrus. Lelia (CHOM) Lab Click here to request services (50.00)

@ Disagree

» Overview

» Payment Information update payment information
¥ Forms and Request Details (se bottom of list to add items 1o this request) 1=
£l view Form:  Sample Submission Form | Visible v |[Completed v [E101© X

I Consultation description: click lo edit  note: click o edit /8 X
== sample Received description: clicktoedit  note: click to edit (V- 3 4
== Digestion description: click o edit  note: click to edit 0 8%
= Data Analysis description: clicktoedit  note: click to edit 0s8%

© addservice add charge add form add milestone change order
& Build a quote, or add components to a new or running request using the 'add’ links above.
/| Generate PDF quote

3dd comment  Attachments & URLs add attachment add url
K PCLA-357 guote 101806012016 pdf Desmond Fritch2016 Jan 08 @10:18

omments

Jan 13- [l Bank said ) )
Tiso e This is atest comment to illustrate where the comments display.

add to history

» Shipping Information

» Billing Information
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